Case cancelation. 


a 


Scenario Subject 


Description 


No customer response, 
and you ended the 
chat 


No Customer Response 
Chat ended by Live 
Chat representative 


Chat ended by CCR due to customer inactivity 
after 2.5 min. No action taken. 


No customer response, 
and customer ended 
the chat 


No Agent response, 
and you ended the 
chat 


No Customer Response 
Chat ended by customer 


No Agent Response 
Chat ended by Live 
Chat representative 


Chat ended by customer. No action taken. 


Chat ended by CCR due to Agent inactivity after 
2.5 min. No action taken. 


No Agent response, 
and agent ended the 
chat 


No Agent Response 
Chat ended by Agent. 


Chat ended by Agent. No action taken. 


Agent locator. 


We would like to inform you that locating MoneyGram stores nearby is made easier through 
our user-friendly MoneyGram app or website. Simply go to the "find a location" tab and 
enter your complete address and country to view the available options. May | humbly offer 
my assistance in checking for stores in your area? Alternatively, you may opt to explore the 
MoneyGram app on your own. 


Helping with stores. 
Would you be so kind to share your full address including the zip code? 


Directed sends 


Directed sends Account deposit/card EDD not completed. 


Thank you. Just to complete verification on your transaction, could you please tell me your 
receiver's account number and the name of the receiving financial institution to confirm they 


are correct? 


Thanks for waiting. We understand the importance of this transaction to you and the 
receiver. The funds have been successfully sent to the receiving bank and are being 
processed. The account number has been verified and it is correct, so as long as it's 
accurate, the funds should be deposited. 


Banking hours, holidays, and regulations can impact the deposit date. However we can see 
in the system the funds should be reflected on the account by the end of xxxxxxx. Please let 
me know if you have any other questions or need further assistance. 


Directed sends Mobile wallet EDD not completed. 


Thank you. Just to complete verification on your transaction, could you please tell me your 
receiver's wallet account number and the name of the receiving wallet company to confirm 
they are correct? 


Thanks for waiting. We understand the importance of this transaction to you and the 
receiver. The funds have been successfully sent to the receiving wallet company and are 
being processed. The account number has been verified and it is correct, so as long as it's 
accurate, the funds should be deposited. 


Banking hours, holidays, and regulations can impact the deposit date. However we can see 
in the system the funds should be reflected on the account by the end of xxxxxxx. Please let 
me know if you have any other questions or need further assistance. 


Directed sends Account deposit/card EDD completed. 


Thank you. Just to complete verification on your transaction, could you please tell me your 
receiver's account number and the name of the receiving bank to confirm they are correct? 


Your transaction was successfully sent to our payment processor and will be wired to the 
destination bank. MoneyGram international estimates a date of deposit (EDD) to the 
beneficiary's account based on processing time estimates specific for each country and 
supporting payment network, taking into account weekends and holidays. 


Please note that EDD is an estimate and actual deposit time may be delayed due to various 
factors such as AML screening, national holidays, processing issues, or changes in payment 
network. Can you please tell me when the receiver last checked their account balance? 


Complaint. 


Thanks for the information provided. We take your transaction seriously and will handle it 
urgently by escalating to the relevant department for immediate action. We'll investigate 
your case thoroughly, which may involve contacting the financial institution. It could take up 
to 90 days. However, most cases are resolved within 30 days or less you'll get an email with 
the resolution once available. Your case number is 12345678. 


We value your business, and we're committed to providing you with exceptional support and 
service throughout this process. Please let me know if there is anything else | can do to 
assist you. 


Follow up 


Thanks for waiting, | was able to check the funds were already wired to the intended bank 
and a complaint case has been previously escalated on xxxxxxx, the resolution timeframe 
may take up to 90 calendar days however most of the cases are resolved in 30 days or less. 
You will be contacted by the dedicated team once they achieve a resolution. 


Directed sends Mobile wallet EDD completed. 


Thank you. Just to complete verification on your transaction, could you please tell me your 
receiver's wallet account number and the name of the receiving wallet company to confirm 
they are correct? 


Your transaction was successfully sent to our payment processor and will be wired to the 
destination bank. MoneyGram international estimates a date of deposit (EDD) to the 
beneficiary's account based on processing time estimates specific for each country and 
supporting payment network, taking into account weekends and holidays. 


Please note that EDD is an estimate and actual deposit time may be delayed due to various 
factors such as AML screening, national holidays, processing issues, or changes in payment 
network. Can you please tell me when the receiver last checked their account balance? 


Complaint. 


Thanks for the information provided. We take your transaction seriously and will handle it 
urgently by escalating to the relevant department for immediate action. We'll investigate 
your case thoroughly, which may involve contacting the financial institution. It could take up 
to 90 days. However, most cases are resolved within 30 days or less you'll get an email with 
the resolution once available. Your case number is 12345678. 


We value your business, and we're committed to providing you with exceptional support and 
service throughout this process. Please let me know if there is anything else | can do to 
assist you. 


Follow up 


Thanks for waiting, | was able to check the funds were already wired to the intended bank 
and a complaint case has been previously escalated on xxxxxxx, the resolution timeframe 
may take up to 90 calendar days however most of the cases are resolved in 30 days or less. 
You will be contacted by the dedicated team once they achieve a resolution. 


Refund status: 


| am glad to inform you that the refund process is currently in progress, and you can expect 
to receive your money back within a maximum of 10 business days from the cancellation 
date. Kindly note that weekends and holidays are not included in the business days 
calculation. 


Refund store 


| appreciate your patience in allowing me to assist you. Please be informed that your 
transaction has been cancelled, and the refund amount is XXXXX. Here is the new reference 
number for this refund, which is XXXXXX. When collecting the refund, please ensure to 
inform the agent that you are the receiver and MoneyGram is the sender. 


Please note that it's crucial to present a valid photo ID since it's a requirement for picking up 
the refund. We value your trust in MoneyGram, and we're sorry for the inconvenience 
caused. If there is anything else we can do to assist you further, kindly don't hesitate to let 
me know. Thank you for choosing MoneyGram. 


Help with cancellation. 


Thank you for waiting. | cancelled your transaction. You will receive a cancellation 
confirmation email. The refund amount is 54.99 USD and it will be completed within 10 
business days. The refund will be sent back to the original payment method. 


General decline 


| understand that rejected transfers can be frustrating and I’m sorry for any inconvenience 


caused. We strive to make our transfer process as seamless as possible, and we are sorry to 
let you know that the transfer was rejected due to a card payment was declined by your 
bank. 


Our aim is to provide excellent services to our customers, therefore we recommend to check 
with your financial institution to remove the block on your card or use an alternate credit or 
debit card. 


Unable to add card. 


Thanks for waiting. | understand that being not able to add a card can be frustrating and I’m 
sorry for any inconvenience caused. We strive to make our transfer process as seamless as 
possible, and we are sorry to let you know that the card is being rejected due to your bank is 
not authorizing MoneyGram for its usage. 


Our aim is to provide excellent services to our customers, therefore we recommend to check 
with your financial institution to remove the block on your card or use an alternate credit or 
debit card. 


Rejected by partner. 


Thank you for your patience. Unfortunately, we must inform you that the transaction you 
initiated with MoneyGram has been cancelled. Our attempt to wire the funds to your 
receiver's bank was unsuccessful due to the receiving bank is rejecting the funds. 
Consequently, our system automatically cancelled the transaction. We apologize for any 
inconvenience this has caused you. 


However, please be assured that we take your transactions seriously and strive to ensure 
you as our customer have a positive experience using our service. Your refund is currently 
being processed and will be completed within the next 10 business days from the 
cancellation date. 


Wallet rejection 


Thank you for your patience. Unfortunately, we must inform you that the transaction you 
initiated with MoneyGram has been cancelled. Our attempt to wire the funds to your 
receiver's account was unsuccessful due to the receiving wallet company is rejecting the 
funds. Consequently, our system automatically cancelled the transaction. We apologize for 
any inconvenience this has caused you. 


However, please be assured that we take your transactions seriously and strive to ensure 
you as our customer have a positive experience using our service. Your refund is currently 
being processed and will be completed within the next 10 business days from the 
cancellation date. 


Shorter refund time-frame/Refund takes too long 


| understand that you're eager to receive your refund quicker. Just to let you know, your 
refund has already been approved and is in the process of being transferred. But, please 
keep in mind that the refund process involves different parties - your bank, our bank, and a 
payment gateway. Each of them has their own procedures to complete the process, and 
sometimes communication between them may not be automated, which requires manual 
oversight. Rest assured, we're doing our best to ensure that you receive your funds as soon 


as possible. We kindly ask for your patience and understanding while we complete the 
process. 


Partial refund/Fee Refund 
For US customers 


Thank you for choosing MoneyGram as your trusted money transferring partner. We regret 
to inform you that due to the transaction being cancelled 60 minutes after it was sent, we 
can only provide you with the face amount without the fees. However, rest assured that we 
have processed your transaction as requested with no inconvenience on our end. As a 
service provider, we are obligated to maintain our fees to continue providing our services 
efficiently. We appreciate your understanding and hope to continue serving your money 
transfer needs in the future. Remember an online refund will take 10 business days to be 
reflected on your original payment method. 


For non-US customers 


Thank you for choosing MoneyGram as your trusted money transferring partner. We regret 
to inform you that due to the transaction being cancelled 30 minutes after it was sent, we 
can only provide you with the face amount without the fees. However, rest assured that we 
have processed your transaction as requested with no inconvenience on our end. As a 
service provider, we are obligated to maintain our fees to continue providing our services 
efficiently. We appreciate your understanding and hope to continue serving your money 
transfer needs in the future. Remember an online refund will take 10 business days to be 
reflected on your original payment method. 


Dissatisfied Customer-Fee refund 


We understand that you have encountered some issues regarding your transaction and we 
want to assist you in resolving it. We suggest that you submit an inquiry through our 
"Contact Us" link located at the bottom of the page or under the "Help" or "Help Center" link 
in the top right corner on the MoneyGram website. Our team of specialists will review your 
inquiry and contact you within 48 hours with a resolution. We appreciate your patience and 
understanding in this matter and we are committed to providing you with a satisfactory 
experience. 


https://www.moneygram.com/mgo/us/en/help/contact 
Refund not received/More than 10 days 


We are glad to inform you that your transaction was successfully cancelled and refunded, 
the system indicates your refund was completed on from MoneyGram's end. If you do 
not see the refunded funds reflected in your account, we suggest reaching out to your 
financial institution for further assistance. We apologize for any inconvenience this may have 
caused and we appreciate your patience and understanding throughout this process. If you 
have any further questions or concerns, please don't hesitate to reach out to us 


Voided 


We are pleased to inform you that your transaction has been successfully cancelled and 
refunded on the same day. Generally, refunds are processed within 10 business days, but as 
your cancellation was processed promptly, your refund was also issued on the same day of 
cancellation. It appears that the transaction was voided, which means MoneyGram did not 
collect any funds from your account. In such cases, the transaction is cancelled before 


MoneyGram settles the funds and loses its authorization to collect such funds. Please check 
your bank statement. 


Voided after refund. 


Thank you for your patience. | can confirm that your transaction has been successfully 
canceled on your end. The standard refund timeframe for all funding sources is within 10 
business days. However, if a transaction is canceled on the same day it was sent, there is a 
possibility that the transfer became voided and the funds will return the same day. We 
advise you to contact your bank to clarify whether or not the transfer was voided. Otherwise, 
you may have to wait within 10 business days for the refund to be completed 


Possible voided 


Thank you for your patience. | can confirm that your transaction has been successfully 
cancelled. Normally, it takes within 10 business days for refunds to be reflect on all funding 
sources. However, since your transaction was cancelled on the same day it was sent, there 
is a chance that the transfer was voided and your funds returned immediately. 


To verify this, kindly reach out to your bank. If the transfer was not voided, please keep in 
mind it will be completed within 10 business days. 


Refund transaction 


| appreciate your patience in allowing me to assist you. Please be informed that your 
transaction has been cancelled, and the refund amount is XXXXX. Here is the new reference 
number for this refund, which is XXXXXX. When collecting the refund, please ensure to 
inform the agent that you are the receiver and MoneyGram is the sender. 


Please note that it's crucial to present a valid photo ID since it's a requirement for picking up 
the refund. We value your trust in MoneyGram, and we're sorry for the inconvenience 
caused. If there is anything else we can do to assist you further, kindly don't hesitate to let 
me know. 


Double charge. 


Thank you for your patience. Upon review, | can confirm that we only charged your account 
once. Please note that our system generates a unique record and reference number for each 
transaction, which is reflected in your transaction history. As you can see, there is only one 
transaction recorded. | recommend that you reach out to your bank to inquire about any 
additional charge. 


Amends. 


Thank you for waiting. Your amend request has been executed successfully. Kindly advise 
the receiver to use the same reference number and present valid identification for prompt 
access to updated transaction details and retrieval of funds. Please let me know if you have 
any other question or something else | can help you with? 


Amend not doable. 


Thanks for waiting, as you are requesting to change the receiver’s name, we suggest 
refunding and sending a new transaction for security and MoneyGram policies. Refunds are 
processed within 10 business days from the cancellation date. A notification will be send to 
your email once the transaction get cancelled. 


As an online customer, you can also use the "cancel transaction" option in your profile. . You 
can log into your profile and find it in your transactions history. | can also cancel it for you. 


Destination amend 


Thanks for waiting, as you are requesting to change the receiver’s name, we suggest 
refunding and sending a new transaction for security and MoneyGram policies. Refunds are 
processed within 10 business days from the cancellation date. A notification will be send to 
your email once the transaction get cancelled. 


As an online customer, you can also use the "cancel transaction" option in your profile. You 
can log into your profile and find it in your transactions history. | can also cancel it for you. 


State amend 


| can see that we are absolutely able to change the receiver's state, but this process would 
involve for us to send you a one-time security code to your phone. Do you have the same 
phone number listed on the transaction at this moment? If so, would you be willing to 
receive the one-time security code? 


That is great! In that case, please contact our Customer Service line at 1 800 926 9400 or 1 
800 922 7146. They will carry out the process with you as we are unable to send the code 
via Chat Session for security purposes. 


Express payments. Not payable online 


| apologize for the inconvenience, but the biller only accepts cash payments. However, we're 
here to help you make the payment quickly and efficiently. We can give you instructions on 
how to complete the payment at one of our store locations and help you locate a nearby 
store. 


You'll need to provide basic information, including the company's name and receive code, 
your account number, valid ID, and enough cash for payment and fees. Once you provide 
this information, the store agent can process your payment. 


RFS 


Thank you for your patience. Unfortunately, the MoneyGram security system has not been 
able to verify your identity online or it is not comfortable with your activity, as a result your 
online access has been permanently closed. However, we would like to continue assisting 
you and would like to suggest that you visit one of our store locations, where you can send 
your transaction paying with cash. We apologize for any inconvenience this may have 
caused to you. 


Chargeback 


| am afraid to tell you that since you have disputed the funds with your bank, MoneyGram 
has closed your account and it will remain closed. However, if you still like to use 


MoneyGram services, you are welcome to use one of our store locations. | can help you find 
a location for you. 


RFS DUE TO R&B: 


Thanks for waiting. After careful evaluation, it seems our security department was not 
comfortable processing your last transaction online and as a result your account has been 
deactivated, I’m afraid you will no longer be able to use our online service. 


However, we would like to extend an invitation for you to visit one of our store locations 
where cash payments are accepted. If you need assistance locating a store, please let me 
know and I will gladly help. Once again, | am truly sorry for any frustration or inconvenience 
this decision may have caused. 


MGNO 


Thank you for patiently waiting. I’m sorry to tell you that after reviewing your activity, 
MoneyGram's security system has determined that it is necessary to close your account in 
order to protect you from potential losses. Unfortunately, this means that you will no longer 
be able to use our services. 


However, there are other service providers that you may consider using to send money. On 
behalf of our team, | would like to express our deepest apologies for any inconvenience 
caused by this situation. 


Elevate chat to call 


Thanks for waiting. | was able to check additional information is needed to verify your 
transaction. | will connect you with a phone representative for further assistance. Can you 
confirm the phone number listed on your account and if you are willing to receive a call? 


Thank you for confirming. | will end this chat for you to be connected with the phone 
representative. It has been a pleasure to assist you, have a great day. 


AP Receiver 


Thank you for waiting. | have verified the details of this transaction. This transaction is under 
verification as a part of our secure measures. To verify further details on this transaction, 
please have the receiver contact our customer service at XXXXXXXX. 


If a customer inquiry more about the reason why his/her transaction was on hold, you might 
add: 


As a financial institution each transaction is subject to be reviewed to ensure it is safe. This 
process may take some extra time, but it's necessary for your protection. We're working 
hard to complete it efficiently. 


Troubleshooting App 


After taking a look at the information in your profile, it appears that there are no issues 
preventing you from sending money through our platform. However, sometimes minor 
technical errors may occur which may be resolved through basic troubleshooting steps. 


We suggest closing the application, checking if the app is up-to-date and downloading any 
necessary updates, or trying to connect through a different device or internet connection. 

You may also choose to log in to the MoneyGram website from another device to check if 

that solves the issue. 


I’m sorry, as you are still encountering the same problem, Could you please report a 
technical issue by filling Contact Us Form? Our IT department will review the issue and work 
on the resolution, which can take a few days/weeks, depending on the issue complexity. We 
will verify more details about the system, please try to send later on while we check this 
information or you can go to a MoneyGram location to send. 


Troubleshooting web 
Can you please tell me what kind of device and Internet browser are you using? 


After taking a look at the information in your profile, it appears that there are no issues 
preventing you from sending money through our platform. However, sometimes minor 
technical errors may occur which may be resolved through basic troubleshooting steps. 


We suggest trying to initiate the transaction from another Internet browser or clearing your 
cookies. Alternatively, you can use a different device, such as a mobile phone, or connect to 
a different network. Lastly, you may consider using the Incognito mode on your browser to 
see if it resolves the issue. 


I’m sorry, as you are still encountering the same problem, Could you please report a 
technical issue by filling Contact Us Form? Our IT department will review the issue and work 
on the resolution, which can take a few days/weeks, depending on the issue complexity. We 
will verify more details about the system, please try to send later on while we check this 
information or you can go to a MoneyGram location to send. 


Saved transactions app 


Thank you for waiting. | have verified the transaction and it seems that you did not complete 
the transaction or you got out of the page before the transaction was successful. As the 
transaction will not be charged, | can totally recommend you to feel free to make the 
transaction again but please wait until the transaction goes through this time. 


| will also recommend you to please follow basic troubleshooting steps. That includes: 
closing the app and launch or get into your Apps Store or Google Play, and confirm if you are 
using the last version of the app, and if you need updates, please download it. Also, you can 
use another device or connection available and try to logging into the MoneyGram website. 


Saved transactions web 


Thank you for waiting. | have verified the transaction and it seems that you did not complete 
the transaction or you got out of the page before the transaction was successful. As the 
transaction will not be charged, | can totally recommend you to feel free to make the 
transaction again but please wait until the transaction goes through this time. 


| will also recommend you to please follow basic troubleshooting steps. That includes: 
trying again from another Internet browser, clearing cookies, or use a different device such 


as a mobile. Also, you can use the Internet browser using the Incognito mode or use another 
device or network available. 


Reject and block 


| apologize for the inconvenience caused by your blocked account status. Our security 
system takes the protection of your sensitive information and funds very seriously, your 
account was flagged as part of our ongoing efforts to maintain top-notch security. However, 
I'd like to assure you that I'm here to offer my assistance in reactivating your account. 


To get started, | suggest resetting your password to allow you access to your account. Once 
you've completed the password reset, please let me know, and l'Il be glad to provide further 
instructions on reactivating your account. 


Thank you for confirming. We require all of our users to provide a valid photo ID to ensure 
the safety and security of our platform. To proceed further, kindly log out, and then log back 
in. You should see a pop-up message requesting that you upload a valid photo ID. Please 
ensure that the picture you upload is clear, with no glare, fingers, or flashlight obscuring the 
ID. Only a high-quality, plain color photo will work. Once your ID has been approved, | will 
share additional instructions with you. 


I’m glad to confirm, your ID has passed our security system's verification process. | 
appreciate your cooperation and patience throughout this process. Now, there is only one 
more step left before we can fully verify your profile. For security purposes, we require that 
you complete this final step over the phone. Please contact us at 1-800-922-7146 where one 
of our representatives will be glad to assist you. 


I’m glad to confirm, your ID has passed our security system's verification process. | 
appreciate your cooperation and patience throughout this process. Now, there is only one 
more step left before we can fully verify your profile. For security purposes, we require that 
you complete this final step over the phone. | will connect you with a phone representative 
for further assistance. Can you confirm the phone number listed on your account and if you 
are willing to receive a call? 


Thank you for confirming. | will end this chat for you to be connected with the phone 
representative. It has been a pleasure to assist you, have a great day. 


Transaction Status 
Sender 
If transaction is available 


Thanks for waiting, I’m glad to confirm your transaction is ready for pickup. Please make 
sure to share the correct reference number with your receiver, which is a unique identifier 
required to collect the funds from a MoneyGram location, along with a valid ID. We take the 
security of your funds seriously, which is why these strict authentication procedures are 
required. If you have any other question or request, please let me know. 


If transaction was received, tell the customer: 


Thanks for waiting, I’m glad to confirm your transaction has been successfully collected by 
your intended receiver. As per our records, the funds were picked up on ___. However, it is 
recommended to reach out to your receiver to confirm this information. At MoneyGram, we 
prioritize the security and reliability of our money transfer service, and we value your trust 
in us. If you have any other question or request, please let me know. 


Sender 
If transaction is in RF6 status, tell the customer: 


Your transaction is not currently available for pickup, it is ready to be refunded. We will need 
to process a refund back to you. (Then, proceed to educate the customer, either if 
transaction is sent online or at the store) 


Receiver 
If transaction is in RF6 status, tell the customer: 


Your transaction is not currently available for pickup, | would highly advise you to please 
contact your sender for further assistance. 


Receiver 
If transaction is available, tell the customer: 


Your transaction is currently available for pickup. Please take your reference number and a 
valid picture ID to a MoneyGram location to collect the funds in cash. | can help you find the 
nearest location for you if you want. 


PWMB. 


Thank you for your patience. Please note that paying with your online bank account can take 
3 to 4 business days for your transaction to be generated. We are on track to complete your 
transaction within that timeframe, and you will get an 8-digit reference number via email 

once it's processed. Please keep in mind that business days exclude weekends and holidays. 


To ensure quicker transaction processing in the future, we highly recommend using a debit 
or credit card as your preferred payment method. Unlike online bank transactions, debit or 
credit card payments are processed within minutes, guaranteeing prompt confirmation of 
your payment. We understand the importance of promptness, and we urge you to consider 
this option for future transactions. 


Transaction History request. 


Please let me inform you that you need to get the Transaction History Request Form online. 
Please follow my instructions to find the form online, click on the option Help located at the 
top hand right corner of the MoneyGram website. 


Then, please click on Service Forms. 
Finally, click on Historical Transaction Request under Money Transfer Forms. 
Records are only retained for 7 years back from the current year. 


Once the documentation is received and approved, request will be processed within a 10 
business day time-frame. 


Historical Transaction Report consists of the following information: 
Sender's and receiver's names 
Send and receive dates 


Face and fee amounts 


Reference Numbers 


Please submit the completed form along with a copy of your valid ID to 
historicalrequests@moneygram.com. 


If customer resides in the US: 


To complete the payment, you need to complete an Express Payment transaction either 
through the MoneyGram website or through an agent location with the receive code 3941 
and account number 1111111111. 


Please use the following link: US link 


http://global.moneygram.com/Documents/HistoricalRequest-US-EN. pdf? 
_9a=2.213273620.16861151.1599552342-298555983.1599552342 


If customer resides in European Union: There are no fees for EU 
Receive-only country: There are no fees 


None of the above: You need to complete a 10 Minutes transaction either from a 
MoneyGram location or website. Receiving information will be as follows: 


First name: MG Historical 
Last name: Transaction Request 
Destination: US 


You have to pay a fee depending on the time that you want your transactions history. Up to 
12 months 25.00 USD. 1 - 3 years 50.00 USD, 4 - 5 years 75.00 USD 6 - 7 years 100.00 USD. 


Fraud 

May I please know how you are related to the receiver? 

May | please know the reason why you sent the transaction? 

May | please know if you have ever seen the receiver face to face? 

How did you meet this person? 

May | please know how you were contacted by the receiver? 

May | know the receiver's email address? 

May | please know when the last time you saw the receiver face to face was? 


I'll share with you a legal disclaimer, | need you to please reply either yes or no once you've 
finished reading it, is that okay? 


MoneyGram International will share information regarding your money transfer and 
complaint with a complaint database used by national, state, and local law enforcement in 
the US and other countries. If you do not want us to share your personally identifiable 
information with the database, we will honor that request unless applicable law requires us 
to provide your identity to law enforcement. 


Kindly confirm, do you agree with this, yes or no? 

In this case, | need you to be aware of the following: 
Since the money has been delivered: 

MoneyGram can no longer refund the transaction, 


MoneyGram will create an internal report but since we're not a law enforcement institution 
we won't investigate nor pursue the fraudster on your behalf, 


MoneyGram will gladly assist your local authorities if the investigation is initiated and 
cooperation is requested. 


We understand that you have been the victim of a scam, and we want to ensure that you 
receive the assistance you need. We recommend reaching out to your local FBI office or the 
police for further assistance and guidance. Additionally, please access the website 
www.fraud.org to learn more about common scams and ways to prevent them from 
happening in the future. 


In order to protect your financial security, MoneyGram has established policies to help 
prevent fraudulent activities. As a reminder, please exercise caution when sending money to 
individuals whom you have not met in person. MoneyGram's services are designed to 
support family and friends, not for charitable or business purposes. 


We regret to inform you that after our internal review, our security system has blocked you 
from using our services to protect both you and MoneyGram from possible loss. We certainly 
understand your disappointment, but rest assured that this decision is made solely in your 
best interest. Although we value your business, safety and security always come first, and 
we strongly suggest that you consider using an alternative service or provider to fulfill your 
financial needs. We thank you for your understanding and apologize for any inconvenience. 


Deleting payment methods app 

To add or delete a card on your account, just follow these simple instructions: 
1. Open the MGO native app and login to your online account. 

2. tap the head icon on the top left. 

3. select the Edit Profile option from the menu. 

4. Next, select "Payment Method" at the bottom of the screen. 


5. Under the "Payment Method" tab, choose the credit/debit or bank account that you want 
to delete. 


6. Finally, just tap "Delete Card" at the bottom of the screen and confirm your action by 
tapping "Confirm". 


Updating payment methods Web 

If you need to delete a card from your account, just follow these easy steps: 

1. Firstly, login to your MGO account on the website. 

2. Click on the "View Profile Info" link which is located at the top right corner of the screen. 


3. Under the Payment Method tab, select the credit/debit card or bank account that you 
want to remove. 


4. Next, click on the "Delete" link. 

5. Confirm your action by clicking the "Delete Card" button. 

Phone number change web 

If you need to update the phone number from your account, just follow these easy steps: 
1. Firstly, login to your MGO account on the website. 

2. Click on the "View Profile Info" link which is located at the top right corner of the screen. 
3. Under the personal information tab, select edit to modify the phone number. 

4. Next, click on the "save" button. 

Phone number change app 

If you need to update the phone number from your account, just follow these easy steps: 
1. Open the MGO native app and sign in to your online account. 

2. Tap the three dots icon located at the top right corner of the screen. 

3. From the menu, select "Profile". 

4. Under the personal information tab, select edit to modify the phone number. 

5. Next, click on the "save" button. 

Updating dob/name on profile 


Thank you for your patience. We appreciate your business and strive to provide you with the 
highest quality service possible. The request to update the name has been escalated to a 
dedicated department, you should receive an email confirming the completion of the 
request within 24 hours. 


Thank you for your patience. We appreciate your business and strive to provide you with the 
highest quality service possible. The request to update the date of birth has been escalated 
to a dedicated department, you should receive an email confirming the completion of the 
request within 24 hours. 


Locked account 


Thanks, to unlock the account please click on the "forgot password" link on the log in screen, 
then you will receive a security code that remains valid for 30 minutes only, once you enter 
the code and set up the new password the account will be unlock automatically. 


System outage 


| apologize for any inconvenience this may cause you. Unfortunately, our system is currently 
experiencing technical difficulties. Our team is working diligently to resolve the issue as 
quickly as possible. We kindly ask for your patience and recommend that you wait for at 
least one hour before attempting to contact us again. We value your time and appreciate 
your understanding during this situation. 


| apologize for the inconvenience; it seems our system is currently down due to an update. | 
am afraid, we are experiencing issues and we are working to get it resolved as soon as 
possible. In the meantime, would it be possible for you to get in contact with us in 1 hour? 


Receive troubleshooting 


We apologize for the difficulty your receiver is experiencing in collecting the funds. As a 
valued customer, we want to ensure that your experience with us is smooth and hassle-free. 
We will take immediate action to check all details are fine. So, let me start troubleshooting 
this for you. 


Could you please tell me if the agent provided any type of error code or message to your 
receiver? 


Did the receiver tell you a specific reason about why the money could not be paid? 
Could you please confirm the destination country? 
May | have the destination state, please? 


Could you please confirm the receiver’s name as it appears in their ID and let me know if 
they have additional names? 


Does your receiver have a valid photo ID? 
What is the name of the store where the receiver is trying to collect the funds? 
Has your receiver by any chance tried to pick up the funds from a different agent location? 


If Yes: Thank you for taking the time to provide me with the information needed. I’m glad to 
confirm the transaction is available for your receiver to collect it. In order to ensure a 
smooth collection process, kindly advise your receiver to visit any MoneyGram location and 
have the agent call us for further assistance. Please bear in mind that your receiver must 
bring a valid ID that exactly matches the name on the transfer to collect the funds. 
Additionally, please verify that the reference number provided to your receiver is correct. 


If No: We have reviewed your transaction and are pleased to inform you that the funds are 
ready for collection. To ensure smooth collection, we suggest that you advise your receiver 
to visit a different MoneyGram location. To locate the nearest location, please visit our 
website or app at https://www.moneygram.com/mgo/us/en/locations/ 


If your receiver continues to encounter issues, kindly ask them to request assistance from 
the agent by calling us. Also, we remind you that your receiver must have a valid ID that 
matches the name on the transfer in order to collect the funds. 


Money order replacement inquiry 


My apologies. there is not a Money Order representative available at this time since the 
department is closed. To further assist you with your inquiry, please contact Customer 
Service at 1-800-542-3590 on Monday. You could also try to check it online by going to the 


option "Help center and clicking on Money Order. They are available: Monday - Friday: 8:30 
AM - 6:00 PM CT Saturday - Sunday: closed 


Onfido. 


Thank you for your patience. | have verified that your ID has been successfully verified. It 
appears that the previous transaction you attempted to send was not processed due to the 
ID verification request. You can now submit a new transaction, as your ID verification has 
been approved. | apologize for any inconvenience this may have caused. 


Gr Hold 


Thank you for your patience. | have reviewed your transaction and it appears that 
MoneyGram has cancel it due to it is possible that the intended receiver has met one of the 
limits imposed either by MoneyGram or country regulations, you can send to the same 
receiver the next week or send to a new receiver if needed. The standard refund policy 
requires a period of within 10 business days to be processed. We are sorry for the 
inconvenience this may represent. 


LexNex VERIF: 


In order to activate your account, | will need to ask you additional questions based on public 
records to verify your identity. Is that ok with you? 


Could you please tell me what is the county or parish for your current address? 
Which state was your Social Security Number issued in? 

Are you familiar with an address on ? 

Could you please tell me the city and state for this address? 


Do you know someone by the name of ? If you do, could you please tell me either 
his/her approximate age or month of birth? 


Do you know someone by the name of ? 
Is it okay, if | ask you a question about her/him? 
Could you please tell me either his/her approximate age or month of birth? 


MoneyGram has verified your identity successfully. | am glad to tell you that your profile has 
been unlocked. 


Holds Interview. 


ALERTED PARTY 


We have carefully examined the details of your transaction and our team requires some 
additional information to ensure the smooth and secure transfer of funds through 
MoneyGram. 


We kindly request your cooperation in providing us with the necessary details to complete 
your transaction safely and efficiently. Rest assured that your transaction may be available 
for payout if the information needed is provided. Let me know if you wish to proceed. 


NON-ALERTED PARTY 


Thank you for waiting. | reviewed your transaction and identified it requires further 
verification so it is necessary to reach a specialized team for further assistance over the 
phone. By providing us with additional information, the sender/receiver can make the 
transaction payout possible. Please have them contact our Customer Service for further 
assistance at 1 800 926 9400. 


Please have them contact our Customer Service by adding phone number to this link so a 
representative can contact him: http://www.callmoneygram.com/contactme 


Hold Interview probing 


Could you please provide me with the reason for sending the money and the specific 
relationship between you and the receiver? 


Could you please provide me what will the money be used for? 


Could you please provide me with your occupation and the source of funds for this 
transaction? 


What is the reason for sending money the previous six months? To whom do you normally 
sent Money with MoneyGram? 


Could you please provide me the specific relationship between you and the receiver? 
Could you please provide me with your occupation? 

Why do you typically use MoneyGram? 

What is normally the purpose? 

PURPOSE Follow up (Purpose): 

Could you please provide me what will the money be used for? 

Do you know what the money will be used for? 


Can you share an example of how the funds will be used? You are not required to provide 
much detail, but an example of how the funds will be used. 


Applicable for gift, support, personal expenses, business, etc. 

Why do you typically use MoneyGram? 

What is the reason for sending money the previous six months? 

What is the main purpose for all transactions you have sent with MoneyGram? 


Are you planning to send more money in the future to this person? 


How often will you be sending money to this person? 

Have you met the receiver in person? 

When was the last time you saw the receiver physically face to face in person? 
How long have you known this person for? 

RELATIONSHIP / Follow up (relationship): 

How long have you known the receiver? 

How did you meet this person? (If applicable) 

When/Where did you last meet in person? 

How do you normally communicate with the receiver? 

Have you met the receiver in person? 

Are you using MoneyGram online to purchase goods or services? 
What kind of item/service are you buying? 

Where did you find out about this offer? 

Where you contacted by the seller? How did the seller contact you? 
Did the seller request the use of MoneyGram as the payment method? 
Have you bought before from this seller? 

Did you successfully receive the goods you paid for? 


Were you over paid on a check or pay pal transfer, and are being asked to send back the 
exceeding amount? 


Is the seller asking you to pay courier expenses? 
OCCUPATION: Follow up (Occupation): 

Could you please share what is your occupation? 

What do you do for a living? 

Which industry do you work in? 

What is your job title? 

What is the name of the position you hold at your company? 
What was your occupation before? (Retire/unemployed) 
RESOLUTION 

RELEASED 


Thanks for your cooperation. Your transaction has been reviewed and your funds have been 
released for payout. We highly recommend that you inform your recipient that the 
transaction can be picked up from any convenient MoneyGram agent location, simply by 
presenting the same Reference Number you were provided. 


Moreover, kindly advise your recipient to carry a valid photo ID to collect the funds. Please 
do not hesitate to let me know if you have any other request. 


Directed send 


Thanks for your cooperation. | am glad to inform you that your funds have been duly 
reviewed and are now ready for release and payout. Please note that the expected received 
date is _ (insert date), and we kindly advise you to inform your recipient to patiently wait 
until the timeframe is completed to see the deposit reflected in their account. Please do not 
hesitate to let me know if you have any other request. 


REFUND - NON MGO 


Thank you for waiting. After carefully reviewing your transaction, MoneyGram decided to 
decline the transaction and make it available only for a refund. Please go back to the agent 
location to pick up your refund. | will provide you a new reference number for you to collect 
the funds. Allow me a moment to work on your refund. (Proceed with sender refund). 


REFUND - MGO 


Thank you for waiting. After carefully reviewing your transaction, MoneyGram decided to 
decline the transaction and make it available only for a refund. MoneyGram will transmit the 
credit to the card issuer within 10 business days, not including weekends and holidays. Is 
there anything else | can help you with? 


Follow up (refund): Can you tell me why? 


| really apologize, | wish | could provide you with more information but in certain 
circumstances legal or regulatory requirements may prevent us from being able to share 
with you the specific reason why we are unable to send your requested transfer. Do you 
have any additional question? 


Follow up (refund): | need someone who tell me why? 


I am so sorry. Please know that due to our internal rules and regulations, this decision is final 
and it cannot be changed. | will be glad to assist you further with any other issues you may 
have. As per our terms and conditions, we cannot disclose any reasons related to security 
events to protect the integrity of our security system. Is there anything else | can assist you 
with? 


Promo code 


Thank you for your waiting. I'm afraid, we do not currently have any promo codes available 
at this time. However, our team is constantly working on new launches, so please continue 
to stay tuned for future opportunities to save on our transactions. We appreciate your 
patience and loyalty to our brand. 


Error 4055 


We apologize for any inconvenience caused. Please note that your online profile is currently 
under review as a security measure. We take every transaction seriously, and that's why all 
transactions initiated with MoneyGram are subject to internal review. Rest assured, your 
transaction was not processed, and you were not charged. 

We recommend waiting for one week before resubmitting your transaction. If you encounter 


any issues after a week, we recommend using an alternative service/provider to send your 
transaction instead. Thank you for your understanding. 


Thank you for your patience! We sincerely apologize for any inconvenience caused. We 
wanted to inform you that your online profile is currently undergoing a review process as 
part of our security measures. Please note that every transaction made with MoneyGram 
goes through internal review for your safety. Rest assured that your transaction was not 
processed, and you were not charged. 


You can try to resubmit your transaction after 1 week.. However, if you still encounter 
difficulties after this period, we regret to inform you that you may need to explore alternate 
options for sending your transaction. We appreciate your understanding and cooperation, 
and we apologize for any inconvenience caused. 


Useful information for sending money online 
Would you like me to walk you through sending money online? 


We are excited to help you send money quickly and securely. To get started, simply create 
an account by clicking on the Sign Up button at the top right of our website. 


Once you have created the account, please click on send to someone new. Then, enter the 
amount you would like to send and the destination country, select your preferred payment 
and receive methods. Make sure to double-check your receiver's name and enter your 
payment information securely. 


We take fraud prevention seriously, so you'll also pass through a fraud prevention section. 
Once you've reviewed everything, just hit send and your money will be on its way! 


Sending to an inmate 
To get started, simply follow these step-by-step instructions: 


First, click on the Pay Bills option on the MoneyGram homepage. Then, enter the name of 
the correctional or receive code in the search bar. Once the correctional is listed and 
payable with MoneyGram, please enter the send amount and click on Pay this biller. 


Next, select your payment method and click on Next. In the Biller Account Number field, 
enter the inmate ID number followed by the inmate's last name. Don't forget to also enter 
the receiver's name in the proper fields. 


You'll then be asked to enter your payment method information. After that, you'll also pass 
through a fraud prevention section for added security. 


Once you've reviewed all of the details, simply click on Review and Send to submit your 
transaction. 


Error 7003 


Thank you for your patience. | sincerely apologize for the inconvenience. Unfortunately, we 
were unable to process your transaction due to certain regulations that we must comply 
with at MoneyGram. We take compliance with both internal and external regulations very 
seriously, which means any transaction sent through our service is subject to rigorous 
review, and as a result, it may not be processed. Please note that there is a message on 
your profile suggesting that you try again the following week. 


Why has fee increased? 
Please remember all fees and exchange rates are always subject to change. 


This is a business decision based on extensive market research and cost analysis. While this 
represents a change for our consumer, our fees remain competitive and continue to 
represent a good value for our consumers. 


We have carefully analyzed the market and costs associated with our business, and have 
made a thoughtful decision. While it might be a change for you, we want you to know that 
our fees are still very competitive, and we believe that we continue to offer excellent value 
for your money. 


RIA related 


Thank you for your patience. To clarify, RIA and MoneyGram are separate companies that 
provide similar money transfer services. Ria is responsible for the 9-digit reference number. 
If you need further assistance, we highly recommend reaching out to RIA directly at 1-855- 
355-2138. 


We hope this information is helpful and leads to a satisfying resolution for you. Please don't 
hesitate to let us know if you have any further questions or concerns. 


WU related 


Thank you for your patience. To clarify, Western Union and MoneyGram are separate 
companies that provide similar money transfer services. Western Union is responsible for 
the 10-digit reference number. If you need further assistance, we highly recommend 
reaching out to Western Union directly at 1-844-982-4287 


We hope this information is helpful and leads to a satisfying resolution for you. Please don't 
hesitate to let us know if you have any further questions or concerns. 


L17 


Thank you for waiting! Your account has just been updated. Kindly reset your password now, 
as the system should enable you to complete the process without any problems. 


Once you have successfully logged in, a pop-up message will appear requesting you to 
upload your ID for verification purposes. Please ensure that the picture you upload is clear, 
with no glare, fingers, or flashlight obscuring the ID. Only a high-quality, plain color photo 
will work. Kindly complete this step to fully recover access to your account. 


ID pending status 


Thank you for your patience. | have checked the system and found that your account 
requires an ID upload for verification and security purposes. To complete this process, 
please upload one of the following IDs: US driver's license, US state ID, or passport. 


Please ensure that the picture you upload is clear, with no glare, fingers, or flashlight 
obscuring the ID. Only a high-quality, plain color photo will work. Kindly complete this step to 
fully recover access to your account. 


No ID available. 


We apologize for the inconvenience, but due to verification and security protocols, you will 
be unable to send money online until you upload one of the required IDs mentioned above. 


However, we provide an alternative. You can visit any of our store locations and send money 
with cash. 


Colombia - Banco W 


| was reviewing the account deposit information and | found that, to receive a transaction, 
first-time receivers must complete a registration process with Banco W. This process only 
applies to first-time transactions; further transfers to the same receiver and account will not 
require any additional review. Banco W will make multiple attempts to contact the receiver 
via phone in order to authenticate and register them. If your receiver cannot be contacted or 
refuses the registration process, the transaction will be rejected . 


Colombia - Bancolombia 


Please be informed that first-time receivers must register with Bancolombia before funds are 
deposited to their account. Failure to do so may result in non-delivery of funds. They can 
complete the registration process via one of the below channels. 

Website at https://www.bancolombia.com/centro-de-ayuda/canales/sucursal-virtual-personas 
Bancolombia app 

Bancolombia Contact Center at 018000910090 


Jamaica - VM Money Transfer Services 


Please be informed Jamaica regulations require all first-time Account Deposit receivers to 
complete and submit the bank authorization confirmation form; for this, your receiver will be 
contacted via phone or SMS by VM Money Transfer Services. Receivers can also complete 
the form online at bit.ly/VMBSDirect2Account 

You are required to submit the completed form only once; failure to do so may result in non- 
delivery of funds. Receivers should contact VM Money Transfer Service at (876) 978-0731/2 
or help@vmmoneytransfer.com for any assistance, if needed. Senders are requested to 
inform their receivers in Jamaica about the this requirement. 

RF6 

CY/IY Store 


Your transaction is not currently available for pickup, it is ready to be refunded. We will need 
to process a refund back to you. Please let me inform you that the receiver's activity was 
reviewed internally and the activity was deemed unusual for transacting using our services. 
Your transaction was rejected because of this specific receiver. However, you can still send 
to other receivers. 


CY/IY Online 


Thank you for waiting. Upon checking the details on your transaction, it was cancelled by 
MoneyGram due to the receiver’s activity was reviewed internally and deemed unusual for 
transacting using the MoneyGram services. This transaction was cancelled for this specific 
receiver, you can still send to other receivers. The transaction was refunded and the refund 
timeframe for all funding sources is within 10 business days from the cancellation date. 


FS/FP Store 


Your transaction is not currently available for pickup, it is ready to be refunded. We will need 
to process a refund back to you. The transaction was send to a risky destination where many 
consumers complained about being victim of scam when sending to this area. If you know 
the receiver and it is a remittance, please advise the receiver to provide the correct 
information while collecting the funds on future transactions. 


FS/FP Online 


Thank you for waiting. Upon checking the details on your transaction, it was cancelled by 
MoneyGram due to the transaction was send to a risky destination where many consumers 
complained about being victim of scam when sending to this area. If you know the receiver 
and it is a remittance, please advise the receiver to provide the correct information while 
collecting the funds on future transactions. The transaction was refunded and the refund 
timeframe for all funding sources is within 10 business days from the cancellation date. 


GA/GR Store 


Your transaction is not currently available for pickup, it is ready to be refunded. We will need 
to process a refund back to you. It is possible the receiver on this transaction has met one of 
the limits imposed either by MoneyGram or country regulations. We suggest you to wait at 
least one week for sending to this receiver again or try to send the money to a different 
receiver. 


GA/GR Online 


Thank you for waiting. Upon checking the details on your transaction, it was cancelled by 
MoneyGram due to it is possible the receiver on this transaction has met one of the limits 
imposed either by MoneyGram or country regulations. We suggest you to wait at least one 
week for sending to this receiver again or try to send the money to a different receiver. The 
transaction was refunded and the refund timeframe for all funding sources is within 10 
business days from the cancellation date. 


CVS staging 


Thanks, to receive money on a CVS the receiver need to activate the transaction first and 
then go to the clerk and collect the funds, please advise the receiver to contact our 
customer service line at:1 800 926 9400 to get assistance with the activation. 


Thanks for waiting, to send money on CVS, the transaction need to be pre initiated, this 
process cannot be completed through chat, we kindly suggest you to contact our customer 
service line at 1 800 926 9400 to get assistance with the activation. 


